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What does the word Om-buds-man 

mean? 

Word origin is from Sweden and means a 

public official appointed to investigate citizens’ 

complaints against local or national 

government agencies that may be infringing on 

the rights of individuals. 
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Ombudsman Definition Today 

•A government official who hears and 
investigates complaints by private citizens 
against other officials or government agencies. 
(citizen’s aide)  (Medicare beneficiary) 

•A person who investigates and attempts to 
resolve complaints and problems, as between 
employees and an employer or between 
students and a university (regents universities) 
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Ombudsman Definition Today 

•A person who identifies, investigates and 

resolves complaints made by or on behalf of 

residents of long-term care (LTC) facilities 

   1-866-236-1430 
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What is a Long-Term Care Facility? 

According to the Older Americans Act, a LTC 
facility means: 

1. Any skilled nursing facility 

2. Any nursing facility 

3. A board and care facility 

4. Any other adult care home, including an 
assisted living facility (AL) and elder group 
home (EGH) 

 

5 



What is a Long-Term Care Facility?  

According to the Iowa Code, a LTC facility means: 

A long term care unit of a hospital or a facility licensed 

under section 135C.1 whether the facility is public or 

private.   

135C.1—Health care facility means a residential care 
facility, a nursing facility, and intermediate care facility for 
persons with mental illness or an intermediate care 
facility for persons with mental retardation (Intellectual 
disability) 
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Who are We? 

A long-term care ombudsman (LTCO) is an 

advocate for residents’ of licensed care and 

assisted living facilities. 

A long-term care ombudsman ensures the 

rights of residents in long-term care settings. 
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Other LTC Facility Players 

1. Department of Inspections and Appeals (DIA)—

regulator of long-term care facilities, assisted 

living program, elder group homes, hospitals. 

1-877-686-0027 

2. Disability Rights Iowa (DRI)—advocate for 
residents with mental illness, intellectual and 
other disabilities. 

1-800-779-2502  
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Functions of the LTCO 

• Identify, investigate and resolve complaints 
made by or on behalf of residents 

• Provide information to residents about long-
term care services 

• Ensure that residents have regular and timely 
access to services through our office 

• Represent the interests of the residents before 
governmental agencies  
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Functions of the LTCO 

• Seek administrative, legal and other remedies to 
protect health, safety, welfare and rights of the 
residents 

• Analyze, comment on and monitor the development 
and implementation of Federal, State and Local laws, 
regulations and other governmental policies that 
pertain to health, safety, welfare and rights 

• Promote development of citizen organizations and 
development of resident and family councils 
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Functions of  the LTCO 

• Educate and inform consumers and the 

general public regarding issues and concerns 

related to long-term care and facilitate public 

comment on laws, regulations, policies and 

actions 

• Advocate for changes to improve residents’ 

quality of life and care 
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Iowa’s LTCO Structure 

• State and Local Long-Term Care Ombudsman   

• The Office of the State LTCO designates Locals 

• 1 State Ombudsman—Deanna Clingan-Fischer 

• 8 Local Ombudsmen  

• 2 certified Volunteer Ombudsman Coordinators 

• 1 Discharge Specialist 

• 1 Administrative Assistant—Katie Mulford 

• 1 Secretary—Pat Wyatt 
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Certified Volunteer Program 

• July 1, 2012—allows the Department to develop a 
certified volunteer long-term care ombudsman 
program (VOP) 

• New section added to the code—231.45 
 Shall establish a certified volunteer LTC Ombudsman 

program 

Develop and implement a certification process for 
volunteers, including background checks, on-site 
training, orientation, and continuing education 
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VOP Coordinators 

Merea Bentrott  

515-344-0052 

Merea.Bentrott@iowa.gov 

Sarah Hinzman 

515-657-1479 

Sarah.Hinzman2@iowa.gov 
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Local LTC Ombudsman 
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Kim Weaver 
712-541-2641 

Melanie Kempf 
515-657-1912 

Stacia Timmer 
712-363-2845 

Julie Pollock 

712-249-7424 

Tonya Amos 

515-250-7596 

Kim Cooper 
563-210-7439 

Pam Railsback 

319-541-0318 

Jennifer Golle 

641-420-9850 

  



Mandates—The LTCO shall 

• Have access to LTC facilities and residents 

• Have access to review the medical and social records 
of the resident 

• Have access to the same administrative records, 
policies, and documents to which the residents have 
access…of LTC facilities 

• Have access to and, on request, copies of all licensing 
and certification records maintained by the state 
with respect to LTC facilities 
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General Program Information 

• Identity of complainant or resident is confidential. 
(Can remain anonymous) 

• Noninterference—the state shall ensure that willful 
interference with representatives of the office shall 
be unlawful.   

• Prepare an annual report. 

• Develop a program for unpaid volunteers. 

• Coordinate with the Protection and Advocacy 
entity—in Iowa that is Disability Rights Iowa. 
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What are Residents Rights? 

• The right of citizenship—right to vote, to 
religious freedom, and to associate with 
whom he/she chooses 

• The right to respect and dignity 

• The right to privacy-treatment, interpersonal 
relationships, personal and medical records 

• The right to care 
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What are Residents Rights? 

• The right to associate with any person of their 
choice and uncensored communication 

• The right to personal property and to manage 
own finances 

• The right to information and to participate in 
treatment decisions 

• The right of residence—due process in 
discharge 
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What are Residents Rights? 

• The right to freedom—free from abuse, neglect, 
physical and chemical restraints 

• The right of expression to voice concerns 
without fear of retaliation 

• The right to apply for state/federal assistance 
without discrimination 

• The right to be fully informed prior to admission 
of rights, services available and all charges 
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Residents Right to be Free from 

Abuse  

• From Staff and Family 

• If suspect abuse, neglect or exploitation, report it!  

• Reportable incidents of abuse in Iowa: 

– Physical Abuse 

– Sexual Abuse 

– Exploitation, and 

– Denial of Critical Care (neglect)—can include 
mental/verbal 
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Residents Right to be Free from 

Abuse 

Iowa Abuse Laws—relate to a Dependent Adult 
with a caretaker perpetrating the abuse 

• Iowa Code 235B—abuse in the community or if a 
family member commits abuse while visiting in a 
facility (DHS) 
800-362-2178 

• Iowa Code 235E—abuse in the facility 
perpetrated by a facility staff member (DIA) 

877-686-0027 
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Iowa Abuse Laws 

• Can also be criminal in nature—contact law 
enforcement and/or county attorney 
– Example:  theft, sexual abuse, forgery 
– Iowa Code 726.7 - Wanton Neglect of a Resident of a 

health care facility 
– Iowa Code 726.8 - Wanton Neglect or nonsupport of a 

dependent adult 

• Can also be civil in nature—contact an attorney to 
pursue 
– Example:  breach of contract, breach of fiduciary duty, or 

to have property returned 
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Reports of Exploitation  

Misuse or abuse of a benefit check  
–Contact the Social Security Administration –  

1-800-772-1213 or the local Social Security 
Administration Office (social security, SSI, SSDI) 

–Contact the Veterans Affairs (VA) –  
1-800-827-1000  or local office (veterans pension) 

–Contact the Railroad Retirement Board –  
312-751-7139 (railroad retirement pension) 

–Contact the Office of Personnel Management –  
202-606-1800 (federal employee pension) 

–Contact the Department of Defense –  
1-800-321-1080  (military pay) 
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Residents Right to be Free from 

Abuse 

Physical and Sexual Abuse 

• Physical injury 

• Unreasonable confinement 

• Unreasonable punishment 

• Assault 

• Commission of a sexual offense 

• Sexual exploitation 
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Residents Right to be Free from 

Abuse 

Exploitation—Iowa Code 235B (DHS) 

The act or process of taking unfair advantage of a 

dependent adult or the adults physical or financial 

resources for one’s own profit without the informed 

consent of the dependent adult, including theft, by the 

use of undue influence, harassment, duress, 

deception, false representation, or false pretenses 
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Residents Right to be Free from 

Abuse 

Exploitation—Iowa Code 235E (DIA) 

A caretaker who knowingly obtains, uses, endeavors 
to obtain to use, or who misappropriates a dependent 
adult’s funds, assets, medications or property with 
the intent to temporarily or permanently deprive a 
dependent adult of the use, benefit or possession of 
the funds, medication or property for the benefit of 
someone other than the dependent adult 
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Residents Right to be Free from 

Abuse 

Denial of Critical Care (Neglect) 
Deprivation of: 
• Food 
• Shelter 
• Clothing 
• Supervision 
• Physical or Mental Health Care 
• Other care necessary to maintain life or health 
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Residents Right to be Free from 

Abuse 

What about an attorney-in-fact (power of attorney),  
Guardian or Conservator or Representative Payee? 
• Substitute Decision Makers are fiduciaries 
• Legal relationship between two or more parties that 

requires a strict standard of behavior and highest 
standard of care 

• Make decisions on behalf of the principal or ward  
• Act in the best interests of the principal or ward  
• If does not act as a fiduciary—report as abuse 
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Tenant’s Rights –AL, EGH 

• To be treated with consideration, respect, and 
full recognition of personal dignity and 
autonomy  

• To receive care, treatment and services which 
are adequate and appropriate 

• To receive respect and privacy in the tenant’s 
medical care program. 
 1. Records are confidential 

 2. Written consent of tenant to release records 
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Tenant’s Rights 

• To be free from mental and physical abuse  

• To receive from the manager and staff of the 
program a reasonable response to all requests 

• To associate and communicate privately 
without restriction with persons and groups of 
the tenant’s choice—including Ombudsman, 
on the tenant’s initiative or on the initiative of 
the person/group at any reasonable hour 
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Tenant’s Rights 

• To manage own financial affairs unless a tenant’s 
legal representative has been appointed for the 
purpose of managing tenant’s financial affairs 

• To present grievances and recommend changes in 
program policies and services, to the program’s 
staff or person in charge without fear of reprisal, 
restraint, interference, coercion, or discrimination 

Iowa Code 231B, 231C & 231D 

Iowa Administrative Code 481-67.3 
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Iowa LTCO Facts—FFY 13 

• 1,174 complaints 

• 731 number of cases opened 

• 4,445 hours of advocacy—beyond complaint 
handling 

• 5,360 program activities 

• Equates to around 467 contacts per 12 Office 
Staff 
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What is a Program Activity? 

• Consultations to individuals and facilities 

• Participation in facility surveys 

• Resident visitation –complaint related 

• Education to the community and staff 

• Work with resident and family councils 
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Further Resources to Assist? 

• Listserv messages, fact sheets to facilities/programs 

• CMP grant-developing educational resources for display 

• Discuss facilities that might meet an individuals needs.  
We do not recommend a facility, however 

• MDS-Q –assist with options for community placement 

• PASRR—assist with appeals and that wishes/needs of 
resident met 

• Office of Elder Rights Memos 

• Volunteer newsletter 
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Top Five Complaints Raised in 

Iowa 
1. Autonomy, Choice, Exercise of Rights, and Privacy—

dignity and respect issues, right to refuse treatment 
(226) 

2. Resident Care—injury, failure to respond to requests, 
medication administration, toileting, personal hygiene 
(198) 

3. Admissions, Transfers, Evictions (157) 

4. Systems and Concerns apart from the facility (99) 

5. Environment/Safety—odors, cleanliness, furnishings, 
laundry, temperature (88) 
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Questions 

Deanna Clingan-Fischer, JD 
State Long-Term Care Ombudsman 

www.iowaaging.gov 

 

Jessie Parker Building 

510 E. 12th St., Ste. 2 | Des Moines, IA  50319 

515-725-3333 | 866-236-1430  

Deanna.Clingan@iowa.gov 
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